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I
摘 要
对于成功的企业来说，商业模式和内部管理都是不可或缺的。在大环境不佳、整体
处于低迷的制造行业，深化内部管理，加强自身体质是维持企业生存的必须方式。
A 制造企业目前正面临这样的问题，在过去凭借着技术优势以及旺盛的市场需
求下掩盖的各类问题，正逐渐开始影响 A 制造企业的运作。随着技术门槛的降低、
各项成本的上升、竞争者的增加、客户品味的提升等，企业的优势正逐渐被侵蚀，
企业迫切需要通过内部管理的改善和优化。特别是直接面对客户的客户服务部门，
更需要做出调整。
研究客户服务部门对下属人员的绩效管理体系，运用问卷调查等方式，发现体
系中存在诸如指标不合理、考核流程形式化、相关人员动力不足、绩效管理重视不
够，绩效反馈不落实等各种问题，对实际工作没有起到促进作用，没有达到绩效管
理的应有的效果，并直接影响到企业战略的实施。
结合绩效管理相关知识从绩效计划、绩效控制与执行、绩效考核与评价、绩效
反馈与面谈以及绩效结果运用五个环节对 A 制造企业客户服务部门绩效管理体系进
行优化。提出新的绩效指标及管理机制，从实际出发，确实解决了旧有体系中的各
项问题。优化的结果和思路可以作为范例展开至企业内其它部门甚至是相关制造企
业，更以此为契机带动企业内部优化及检讨的氛围，从整体角度加强企业的内部管
理。
关键词：绩效指标；绩效管理；客户服务
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Abstract
Business model and internal management are the key items for the successful enterprise.
Especially in the badly economic environment, deepen internal management and enhance
manufacturing enterprise’s constitution is the only way to sustain the enterprise survival.
A manufacturing enterprise is suffering the similar problem now. In the past, the technical
advantage and the strong thirst market requirement covered the internal management weak
point. But the weak point is slowly impacting the enterprise operation now. With the reduction
of the technical threshold, the various costs rise, the increase of the competitor’s quantity,
customer’s taste lever up, etc., the advantage of the enterprise is gradually eroded, enterprises
urgently need to start to improve and continue optimize of internal management and continue
n. Especially the customer service department which directly face to the customer, more need
to change the working model.
Using methods such as questionnaire survey to research the customer service staffs’
performance management system, found the system have so many problems, such as
unreasonable performance index, evaluation process in formal, insufficient recognition of
relevant personnel motivation, downplay the performance management, performance
feedback not implement. The performance management system did not play a role on the
actual work. The performance management did not meet the due effect, and directly affect the
implementation of the strategy of enterprise.
Refer to performance management related knowledge, the customer service department of A
manufacturing enterprise performance management system optimization divide into five steps,
performance plans, performance control and execution, performance evaluation and
assessment, performance feedback and interview, performance results using . Put forward a
new performance index and management mechanism, base on the actually status, solves
various problems in the old system. Optimization results and ideas can be used as an example
to other departments inside the enterprise and even the related manufacturing enterprises,
more opportunities to drive the enterprise internal optimization and review of the atmosphere,
strengthen the internal management of enterprises from the overall angle.
Keywords: Performance Index; Performance Management; Customer Service
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